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4. Make sure ya F 
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lore I R M  fibng. Trn7 
1 your transadion. 
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VIN or Serial Number 

I I I 
PurcMsed Sold  Warranty Expiration Date Purchase Date. 

NOW D u d  D WhWarranty 0 A S ~ S  

. . . . . . .  
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Briefly describe ywr comphint: 1 

Who relerred yw 10 this off=? I 
READ THE FOLLOWING BEFORE SIGNING BELOW. -.- .s . - 
P L E A S E A ~ C H  TO THIS FORM PHOTOCOPIES oi any papers involved (contrans. wanan&. w mew. 
cancelled &tics - front and w, co~espo~nce,  arc.) 00 NOT .SEND ORIGINALS. 

In -1 lo res- your complaint M may send a copy of this form to the p e w  Or fin you me wi about. 

In filing this complaint. I understand that the Atlomey General is not my W ammay. but rapreMla thi public 
d to pmtect the public from mirhdino w UnhWtUl business Practices. I rbo understand 

I hnve 
this complaint being forwarded to Me business or person the complmd is dimetad 

. 

concerning my legal rights or responsibilities, I should tontact a private mmey. 
no obienion 

. .  . - A  tr. .- 



AROuNd TI& BEGINNING OF APRILL AFTER CALLING 
AMERICA ON LINE {THE INTERNET SERVICE] ABOUT 
A TECHINAL PROBLEM. I WAS TOLD ABOUT THEIR 
NEW LONG DISTANCE SERVICE. THE PRICE FOR CALLS 
OUT OF ILLINOIS WAS .9 CENTS A MINUTE AND ALL THE 
CALLS WOULD BE ADDED TO MY CREDIT CARD. WHAT I 
WASN'T TOLD WAS THAT LONG DISTANCE AS DEFINED 
BY AOL WAS ANY CALL OVER EIGHT MILES FROM M Y  

MORE THAN TWICE MY USUAL BILL. I CALLED AND 
CANCELLED THE SERVICE AND AT THAT TIME I WAS TOLD 
HOW AOL CHARGES FOR LONG DISTANCE SERVICE. 
I EXPLAINED TO A MANAGER AT AOL THAT I HAVE A CALL 
PACK THROUGH AMERITECH THAT ALLOWS ME TO MAKE 
UP TO 100 CALL PER MONTH AT .10 CENTS PER CALL AND 
ANY CALL TO ANY CHICAGO NUMBER EIGHT MILES OR 
MORE IS STILL . 10 CENTS PER CALL. I SPOKE TO A 
A AMERITECH EMPLOYEE ABOUT MY PROBLEM AND 
SHE TOLD &E MY I HAD BEEN SLAMMED. I AM WRITING 
YOU BECAUSE NOT ONLY WAS I NOT INFORMED ABOUT 
AOL'S RATES. (.15 CENTS PER MINUTE WITHM THE STATE 
MORE THAN EIGHT MILES} I SPOKE WITH AOL TWICE AND 
THEY AGREED TO CREDIT ME THE DIFFRENCE BETWEEN 
-11 WAS CHARGED AND WHAT I WOULD HAVE PAID 

' WITH CALL PACK. THEY NEVER GAVE ME ANY CREDIT. 
-' THE AMOUNT IN DISPUTE IS $81.68. ' 

M Y  CREDIT CARD PROVIDER CREDITED ME $106.00 
AND $18.64 FOR THIS PROBLEM. 

HOME. 4MAGINE MLY-SWRISE TO RECEIVE A CHARGE 

THE CLIFF NOTE VERSION OF ALL THIS I WOULD 
NOT AGREE TO PAY MORE THAN TWICE MY 
USUAL BILL AND STILL PAY FOR MY ORIGINAL 
SERVICE. 

. .. 



Capital One Services, lnc. 
PO. &cc 85699 
Ricbiioad. V:\ 23285-5690 
SOO-Ojj-lijj 

February 4,2000 

i cmElnr/q/~[ -'- J W&, , 

-. - Re:+-b 
FiIe No. SF991 10433 

Dear Ivlr. Wiicox, 

Your letter, filed with the State of Illinois, Office of the Attorney General, has been 
forwarded to my attention for direct response. Please allow me to address your COLIC-. 

In your correspondence, you express your dissatisfaction because you have not been 
credited for the charges from AOL Long Distance. This charge was initiated by AOL 
Long Distance, not Capital One. Capital One acts solely as the billing agent. 

Our records indicate that you are disputing an amount of $1 8.64 and an amount of 
$81.68. Our records indicate that the charge of $18.64 was credited to your account on 
September 28, 1999. 

... .Based on the response we have received from AOL Online Services, a copy of which is x: - 
. k g  nclosed, and a review of this situation, this is a valid transaction. Although this charge is %. ,. 

valid, we have credited $8 1.68 for the remaining disputed amount. This credit 
adjustment is permanent and will be reflected on your February 2000 billing statemat. 

We apologize for any inconvenience that this matter may have caused, and appreciate the 
opportunity to address your concerns. Should you have additional questions, please 
contact OUT office at 804-968-3899, ext. 6437. 

Sincerely, 

Capital One Services, Inc. 

Enclosure 

cc: State of Illinois, Office of the Attorney General 





letter: COWPIlW 

prom: ML . LongDis tance 
To: - 
Reply-h: ML.LongDiaranee 
subject: AOL Long Distance savings P l a n  Confirmtion 

mar MeQLm?. 

COn9IatUlatiONI 

we ham' j u s t  received Confi-tion from UlERITEEH ILLINOIS that- 

next b i l l  from NGXITECH ILLIKIIS MY re f lec t  th i s  chanse 03 (L request 
fern T& phone Ce-. the name Tel-save.com deer businas5 as i n  many 
jurisdistioM. 

nrne.8 TIIE BEST NEWS OF ALL! I I ~ h .  AOL LOG Distance savings plan 
provides revolutionary on-lin4 b i l l ing .  
b i l l  on-line. a t  y o u  OM smvmhnce. by Simvly Poiw t o  K w r d :  LD 
m- or slicking h e l a .  
of your Iplestiom, am -11 as updat. account i n f o r a a t i h  eU- - he-, or going to IsywoRO: LD m W  a t  any tim. 

~ d d  our vi- B i l l  site t o  your l ist  of ML 'Favorite Places'. Sirwly 
c l i ck  en *FaWS'Ite Placer' en your C o o l  bllr. 
and -PavoriC. P ~ C E . S -  box rill a-r M your 1cr-n. jumt &a9 t h e  
h-C a t  the ton of the  bang Distam. Kmker'r Area i n t o  that box. 

yoll  m y  want t o  contact Ir)lERfTECn ILLINOIS and instruct than not to 
change p u r  long distance c r r e i e r  from The Phone Cowsny dthout  Y o u r  
peeroaal suchoriration. 

Again, if you would l i ke  to char& account information ox i f  YOU have 
any additional qwetions, please go to the Huabar4s A r e a  page or SO to 
Kcyrord: LU H e r .  

,has h e n  switchad to the AOL Long Distance Ssvings Plan. You= 

.- 
This means yaiQil1 view you- 

You CM also find the aNvaS to virtually a l l  

Choose .PaYOXite P1ac.S- 

ML b u g  Distance 
c u s t ~ r  core 
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Capital One Services. Inr. 
.P.O. Box Xj6W 
Richniood. K\ Z3ZX j- j60') 
800.9jj-liij 

March 30,2000 

Re: - 
File No. SF99110433 - .. - ..... . . . --_ . 

Your letter, filed with the State of Illinois, Office of the Attorney General, has been 
forwarded to my attention for direct response. Please allow me to address your concerns. 

In your correspondence, you express your dissatisfaction because you have not been 
credited . . . .  for . the chargesfiom' AOL Long Distance. This charge was initiated by AOL 
Long Distan&;'not Capital One. Capital One acts solely as the billing agent. 

.Our k r d s  indicate that you &' disputing an amount of $18.64 and an amount of 
$81.68. Our records indicate that the charge of $18.64 was credited to your account on 
September 28,1999. 

. ,  ., . .  . . .  . . .  . .  . .  . .  
~~ 

. Based on the response we have received from AOL Online Services, a copy of which is 
*:?Ieficlosed, and a review of this situation, this is a valid transaction. Although this charge is 

h i d ,  we have credited $81.68 for the remaining disputed amount. This credit 
adjustment is permanent and will be reflected on your February 2000 billing statement. 

, We apologize for any inconvenience that this matter may have caused, and appreciate the 
opportunity to address your concerns. Should you have additional questions, please . 

contact our office at 804-968-3899, ext. 6437. 
. 

Sincerely, 

M & W a m i l t o n  
Executive Response Specialist 
Capital One Services, Inc. 

.cnciosure 

CC: State of Illinois, Office of the Attorney General 
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